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CHAPTER 3:  MAC CENTER PROCEDURE MANUAL 

 

Rule 3.1             OVERVIEW  

 

A. Overview 

 

This document includes administrative code for MAC Centers, and does not apply to the MAC 

network as a whole.  Rules are filed to ensure compliance by MAC Centers to standards set forth 

herein by the Mississippi Department of Human Services. 

 

As part of Medicaid’s (CMS) Balancing Incentive Program, there is an effort to create a fiscally 

responsible, person-driven system that offers a full array of choices, thereby empowering people 

to direct their long-term care decisions to the fullest extent possible.  In order to increase Home 

and Community-Based Services (HCBS), implementation of a No Wrong Door System is 

essential in order to coordinate financial and functional Medicaid eligibility and to help people 

navigate complex administrative and community-resource barriers to HCBS.  CMS is dedicated 

to helping States provide quality care to people in the most appropriate, least restrictive settings. 

The opportunities offered under the Balancing Incentive Program are authorized by Section 

10202 of the Patient Protection and Affordable Care Act of 2010 (Pub. L. 111-148). 

 

Mississippi Access to Care Centers are one portion of a larger ‘No Wrong Door’ (NWD) 

network in the state of Mississippi.  A successful NWD system helps people navigate to the 

appropriate services and supports, regardless of their entry point.  This methodology rejects the 

‘Single Entry Point’ approach, which relies on one “correct” location which people must access 

to receive assistance.  In contrast, Mississippi’s NWD system will include MAC Centers, as well 

as many other formal and informal entry points.  These may include, but are not limited to: 

Division of Medicaid, Department of Rehabilitation Services, Department of Mental Health, 

hospital or nursing home discharge planners, Area Agencies on Aging, DMH Regional 

Programs, case management agencies, etc. 

 

B. Mission 

 

To help Mississippians secure needed services or benefits, live with dignity and security, and 

achieve maximum independence and quality of life.  The goal of the MAC Center is to empower 

people to make informed choices and to streamline access to services and supports. 

 

C. Role 

 

Role:  Welcoming and accessible places where people can obtain information and assistance in 
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locating services or applying for benefits.  They provide a central source of reliable, objective, 

and unbiased information about a broad range of programs and services and help people 

understand and evaluate the various options available to them.   By enabling people to find 

resources in their communities and make informed decisions about long-term care, MAC Centers 

help people conserve their personal resources, maintain self-sufficiency, and delay or prevent the 

need for potentially expensive long-term care.  Each of these services is available regardless of 

income or eligibility for publicly funded long-term care.  Consultation, information, and referral 

to needed services and supports are provided at the MAC Center, over the telephone, in the 

person’s home, and at other locations if requested. 

 

Source: Miss. Code Ann. 43-1-2, 43-9-1, 42 USCA § 1396d 

 

           

Rule 3.2             SCOPE OF SERVICES  

 

A. Target Population 

 

MAC Centers shall make their full range of supports available to people looking for information 

concerning long-term services and supports, regardless of financial means.  This may include, 

but is not limited to: 

1. Elderly (aged 60 and older) 

2. People with intellectual disabilities 

3. People with developmental disabilities 

4. People with physical disabilities 

5. People with mental illness 

6. Representative parties for any of these groups 

 

B. Required Supports 

 

1. Phase One 

 

Structural change mandated by CMS requires a Core Standardized Assessment 

instrument to be utilized across waivers and long-term care institutions.  In order to 

smoothly facilitate this change, MAC Center supports will become available in two 

stages.  Phase One will begin upon initial upstart of MAC Center sites.   

 

a) Information & Referral 

 

1) MAC Centers shall provide Information & Referral (I&R) to people and their 

families, friends, caregivers, advocates, and others who ask for assistance on 

their behalf. Providing I&R includes listening to the inquirer, assessing his or 

her needs, and helping the inquirer to connect with service providers or gain 

information to meet the identified needs.  I&R can be provided in person, 

including home visits and walk-ins, over the telephone, via email, or through 

written correspondence.   This may include the need to: 

2) Evaluate the call or request 

3) Provide information regarding available services and supports 

4) Provide referrals and/or assistance 
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5) Provide linkages to public and private resources 

6) Provide follow-up 

7) Advocate on the person’s behalf 

8) Identify and update resources 

 

b) Screening 

 

The MAC Center staff shall be trained to administer a screening tool when a request 

or   expression of interest in applying for publicly funded long-term care is received 

from a person, that person’s representative, or a qualified state agency in order to 

predict likelihood of eligibility.  

 

c) Person-Centered Counseling 

 

The MAC Center shall provide unbiased counseling about a person’s available 

options, as well as other factors to consider in making long-term care decisions.  

Person-centered counseling is an interactive decision-support process that typically 

includes face-to-face interaction, is more than providing a list of service providers or 

programs for people to choose among, and is time intensive.  All possible functions of 

the MAC Center shall utilize a person-centered approach in assisting people and their 

representatives. 

 

2. Phase Two 

 

Phase Two supports will become available upon release of the Core Standardized 

Assessment Instrument.  At this time, MAC Centers must be equipped to provide 

assessments when deemed necessary and appropriate, in addition to their Phase One 

supports.  MAC Specialists and Manager who complete assessments must meet minimum 

mandated requirements.  

 

d) Functional Assessment and Coordination of Assessments 

 

The MAC Center shall be capable of offering the long-term care functional 

assessment (InterRAI HC) when it receives an indication of need from the screening 

tool, or when there is an expression of interest from applicable parties in applying for 

publicly funded long-term care.  MAC Centers will primarily administer an 

assessment for the Elderly & Disabled waiver.  If a person’s screening deems that 

person likely to be more appropriate for another waiver, MAC Center staff will refer 

out to the appropriate agency.  Similarly, any agency that does not provide the Elderly 

& Disabled waiver that receives request for assistance from a person who is likely to 

be most appropriate for that waiver will refer to the MAC Center. 

 

e) Financial Assessment  

 

Financial eligibility is determined only by DOM.  A role of the MAC Center, 

however, is to coordinate and facilitate financial eligibility determination by assisting 

the person through the process.   
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f) Identification and Assignment of Case Management Agency 

 

Once functional and financial eligibility have been verified, a case management 

service provider will be selected by the person. MAC Center sites will not provide 

case management as a service, but will connect people with appropriate case 

management agencies. 

 

Source: Miss. Code Ann. 43-1-2, 43-9-1, 42 USCA § 1396d 

 

 

Rule 3.3          ADMINISTRATIVE REQUIREMENTS  

 

A. Qualified Operating Organizations 

       

Qualified operating organizations must maintain the minimum administrative requirements 

below: 

1. Must be willing to divest themselves of Medicaid Waiver services with the exception of 

Case Management. 

2. Must be financially capable of and willing to maintaining each MAC Center location 

successfully, regardless of future state or federal funding. 

3. Must serve all people requesting supports. 

4. Must have and/or maintain meaningful experience/participation with CMS 

programs/initiatives (Money Follows the Person, Community-based Care Transitions, 

ADRC, etc.) 

5. Must have and maintain successful experience with operating a network of service 

providers outside of established service area 

6. Must provide the required scope of services throughout their entire designated service 

area.  Must acquire MDHS approval for all work subcontracted to additional operating 

organizations.  

7. Must be Alliance for Information and Referral System (AIRS) Certified. 

   

 B. Name and Logo 

 

Standardization in naming of MAC Centers is intended to make it possible for people and their 

families to identify and readily locate these facilities in any location in the state. The MAC 

Center must have a name that contains the phrase ‘MAC Center’ and shall include this name in 

all of its advertising and materials.  The full name of the MAC Center may include a subtitle to 

identify its location.  All MAC Center sites associated with one operating organization shall have 

one consistent name that is used throughout the service area. 

 

C. Location, Physical Plant, and Operating Hours 

       

MAC Centers are identifiable, accessible, and welcoming places where all people can come for 

information and assistance.  Each MAC Center site shall have signage clearly displayed on the 

inside and outside of the building. Visitor parking shall be available close to the building 

entrance and the site shall be easily accessible via public transportation, where available. 

 

The MAC Center shall have a clearly defined and welcoming reception area where members of 
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the public are greeted by staff that is ready to assist them.  The reception area shall include 

display space for fliers, pamphlets, and other information materials so that visitors can easily 

browse.  In addition to the public space, the MAC Center shall have private spaces where staff 

can meet and have confidential conversations with people, their families, and/or representatives.  

The layout of the MAC Center shall be arranged so that visitors are not able to overhear 

confidential conversations.  The MAC Center shall have adequate storage space for both 

confidential and non-confidential files and resource materials. Storage of confidential 

information must be HIPAA compliant. 

 

All MAC Centers shall establish, in collaboration with MDHS, uniform and consistent operating 

hours and days, and shall have the capacity to arrange occasional after-hours appointments as 

necessary.  Adequate staff shall remain available during lunch hours, as this may be most 

convenient for the public. 

 

D. Staffing 

  

Each MAC Center operating organization shall be responsible for interviewing and hiring staff 

according to requirements set forth by MDHS.  Each MAC Center employee shall be able to 

provide all required services in a competent and professional manner, and possess all of the skills 

and knowledge necessary to perform all of his or her required responsibilities. All MAC Center 

staff should have general knowledge of all target populations served and the ability to access 

information about aging and disability related services in the MAC service area.  MAC Center 

Specialists shall have in-depth knowledge and experience relating to the target groups, as well as 

demonstrated capacity to provide each of the services the MAC Center offers.  Regardless of 

whether employees are shifted from existing operating organizations or newly hired, the 

expectations of knowledge, experience, and ability will be the same. It is vital that MAC Center 

Specialists are seasoned, well-qualified professionals, as training and on-the-job demands will be 

extensive.     

 

Specific requirements shall include at a minimum, but will not be limited to the following: 

1. Undergraduate degree in human or health care services, or similar AND at least three 

post-degree years of experience working with at least one of the target population groups.  

-OR- 

2. Two year associate’s degree in human or health care services, or similar AND at least six 

post-degree years of experience working with at least one of the target population groups. 

-AND-  

3. Community-based care experience 

4. Valid Mississippi Driver’s License and access to an insured and reliable vehicle for work 

related travel. 

 

Traits or characteristics needed to be successful in this position include: 

1. Professionalism  

2. Passion for serving others 

3. Interpersonal abilities 

4. Resourcefulness 

5. Self-motivation 

 

Refer to Addendum 1 and 2 for specific MAC Center job description information. 
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MAC Centers shall employ an appropriate number of staff to meet all administrative and direct 

support needs.  This shall include, at minimum, one MAC Center Manager, one administrative 

staff member to provide basic front desk information and scheduling support, and at minimum, 

two MAC Center Specialists who will each provide I&R, person-centered counseling, screening, 

assessment, etc. This will include both on-site and in-home visits, depending on the person’s 

needs.  The Manager shall also be capable of performing Specialist roles. Sites shall be prepared 

to hire or contract for additional assistance as work load demands increase as evidenced by 

reporting. 

 

During Phase Two, MAC Centers must be equipped to provide assessment when deemed 

necessary and appropriate, in addition to their Phase One supports.  MAC employees who 

complete assessments must meet minimum mandated requirements at that time. 

 

E. Training 

         

Each employee must attend and successfully complete all initial and ongoing trainings relating to 

his or her job specifications.  These mandated trainings will be provided by MDHS.   There will 

be at least eight (8) mandated forms of training: 

1. General training on the proper and effective operation and management of a No Wrong 

Door (NWD) system. This may require initial out-of-state travel for some staff. 

2. Specific and extensive training on each of the waivers will be provided by representatives 

from partnering agencies, including Departments of Rehabilitation Services, Mental 

Health, and Medicaid.  

3. I&R training provided by local partners concerning services and support opportunities for 

all income and eligibility levels 

4. Person Centered Thinking training.  

5. Long-Term Services & Supports (LTSS) system software training. 

6. Alliance for Information and Referral System (AIRS) certification. 

7. Training on how to administer and score the screening tool and full assessment 

instrument. 

8. Each MAC Center employee will be required to fulfill 40 clock hours of Continuing 

Education/training during his or her first year of service, and 20 Continuing 

Education/training hours during subsequent years.  

 

F. Accessibility 

   

MAC Centers are expected to be able to effectively serve people who have physical or functional 

limitations, language differences, or cultural differences that may make it difficult for them to 

access, communicate, or use the services provided. MAC Centers must be able to: 

1. Be physically accessible and comply with the Americans with Disabilities Act. 

2. Have the ability to meet face-to-face with people as requested. 

3. For people with cognitive disabilities, provide opportunities for family members and 

other representatives who know the person and can convey his or her needs and 

preferences. 

4. Provide services in a manner that is respectful of and responsive to its customers’ racial, 

ethnic, and cultural identities. 

5. All material can be made available to all people. 
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G. Person-centered Counseling 

 

MAC Center staff should use the person-centered counseling process to work with people to find 

the best service options. Person-centered counseling is a process, directed by the person with 

long-term care needs, intended to identify strengths, capacities, preferences, needs and desired 

outcomes. The process can include participants freely chosen by the person (family member or 

other representative) who are able to serve as important contributors.  

 

H. Separation of Case Management and Service Delivery 

 

It is the intent of CMS that the Balancing Incentive Program funding and activities incorporate 

conflict-free case management.  In order to meet this requirement, a MAC Center operating 

organization shall not provide any direct services unless an MDHS approved, conflict-free 

firewall has been put in place.  A MAC Center operating organization shall not have any control 

of nor interest in an LLC or other entity created to provide direct services.    

    

I. Marketing and Outreach 

 

The MAC Center shall develop and implement an ongoing program of marketing, outreach, and 

public education to make its services known to members of its participant populations.  This 

should include people who are isolated or otherwise hard to reach, and to community agencies 

and service providers in its service area to inform them of the availability of its services. 

Marketing activities may include some of the following:  production and distribution of printed 

materials, radio or television advertisements, outreach to service providers or medical offices, 

local government agencies, community service organizations, consumer advocacy and self-help 

groups, etc.   

 

The logo which has been designated as the official MAC Center logo shall be included in all 

advertising and materials.  No individual MAC Center may create and/or include its own logo in 

said venues. 

 

The MAC Center shall establish goals for and monitor the effectiveness of its marketing 

activities.  As part of this effort, the MAC Center should track the number of interactions it has 

with people (and their family members or representatives) of its appropriate populations for the 

purpose of providing or obtaining information and assistance.  See ‘Reporting’ section for 

examples. 

 

J. Quality Assurance and Evaluation 

           

Each MAC Center must fully cooperate with and participate in the development of quality 

assurance indicators and ongoing program evaluation activities performed by and on behalf of 

MDHS and/or Medicaid. 

 

K. Sustainability Plan 

 

Each operating organization shall develop, in coordination with MDHS, a sustainability plan for 

the immediate continuation of the MAC Center System after the Balancing Incentive Program 
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funding has expired. It is the strong desire of MDHS and DOM for each MAC Center to not only 

survive, but to grow and thrive as well. Accordingly, it is the intent of both MDHS and DOM to 

stay involved with and support MAC Center operating organizations with any means available 

and appropriate at that time to promote, facilitate, and ensure the successful continuation of the 

MAC Center/NWD system. 

 

L. Advisory Board Participation 

 

At least one person from each MAC Center will be required to serve on a state-wide advisory 

board that will eventually oversee and guide the further implementation of the MAC Network.  

This board will be a part of the MAC 2.0 I&R workgroup.  This group will work to share 

information amongst agencies concerning service and support opportunities, up-to-date 

reporting, unmet needs, etc. 

 

M. Reporting 

 

Each MAC Center shall provide all relevant reports and other documentation as may be required 

by MDHS and/or Medicaid in a timely manner.  Examples may include: 

1. Contacts per month 

2. Contact type (walk-in, telephone, home visit, etc.) 

3. Time lapse between request for home visit and completion of home visit 

4. Number of education outreach events and community forums per month 

 

Source: Miss. Code Ann. 43-1-2, 43-9-1, 42 USCA § 1396d 

 

 Rule 3.4             ACCEPTANCE OF TERMS  

 

The Mississippi Department of Human Services reserves the right to change, modify, or revise 

all requirements and services cited in this document at its discretion.  Associated parties will be 

made aware of any alteration made.  This procedure manual is designed to maintain efficiency 

and quality of each MAC Center site.   

 

Source: Miss. Code Ann. 43-1-2, 43-9-1, 42 USCA § 1396d 
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Addendum 1    JOB DESCRIPTION: MANAGER 

   

Job Type: Full-time 

 

Travel Schedule:  Some Day Only 

 

Characteristics of Work: 

The MAC Center Manager performs all MAC Center Specialist roles in addition to serving in a 

supervisory and coordination role to all MAC Center Staff.  The Manager helps Mississippians 

secure needed services or benefits, empowers people to make informed choices, and streamlines 

access to services and supports. 

 

Examples of Work: 

 Interprets and carries out procedures as set forth in the MAC Center Procedure document. 

 Assigns work to provide for the most effective use of staff; supervises and evaluates staff; 

ensures appropriate training and certification is in place for all MAC staff. 

 Fulfills a customer service role, ensuring that people experience a welcoming, 

empowering atmosphere. 

 Provides Information & Referral including listening to the inquirer, assessing his or her 

needs, and helping the person connect with services providers or gain information to meet 

the identified needs.  This may be in person, including home visits and walk-ins, over the 

telephone, via email, or through written correspondence. 

 Administers a screening tool which may indicate the likelihood of eligibility for certain 

services. 

 Provides unbiased, interactive, person-centered counseling about available options, as 

well as other factors to consider in making long-term care decisions. 

 May administer long-term care functional assessment instrument for waiver services. 

 Identifies and updates community resources. 

 Helps build, maintain, and grow relationships with area partners in order to improve upon 

resource database and referral choices. 

 Assures fiscal compliance with the approved budget. 

 Oversees the development of MAC Center goals and plans. 

 Performs related or similar duties as required or necessary to accomplish the goals of the 

MAC Center. 

Minimum Qualifications: 

 Undergraduate degree in human or health care services, or similar AND at least three 

post-degree years of experience working with at least one of the target population groups.  

-OR- 

 Two year associate’s degree in human or health care services, or similar AND at least six 

post-degree years of experience working with at least one of the target population groups. 

-AND-  

 Community-based care experience 

 Valid Mississippi Driver’s License and access to an insured and reliable vehicle for work 

related travel. 
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Necessary Characteristics: 

 Professionalism  

 Passion for serving others 

 Interpersonal skills 

 Resourcefulness 

 Self-motivation 

 

 

*These minimum qualifications have been agreed upon by Subject Matter Experts (SMEs) in this 

job class and are based upon a job analysis and the essential functions.  Any request to substitute 

related education or experience for minimum qualifications must be addressed to MDHS, DAAS 

in writing, identifying the related education and experience which demonstrates the candidate’s 

ability to perform all essential functions of the position. 
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Addendum 2    JOB DESCRIPTION: SPECIALIST 

   

Job Type: Full-time 

 

Travel Schedule:  Some Day Only 

 

Characteristics of Work: 

The MAC Center Specialist reports directly to the MAC Center Manager.  The Specialist helps 

Mississippians secure needed services or benefits, empowers people to make informed choices, 

and streamlines access to services and supports. 

 

Examples of Work: 

 Fulfills a customer service role, ensuring that people experience a welcoming, 

empowering atmosphere 

 Provides Information & Referral including listening to the inquirer, assessing his or her 

needs, and helping the person connect with services providers or gain information to meet 

the identified needs.  This may be in person, including home visits and walk-ins, over the 

telephone, via email, or through written correspondence. 

 Administers screening tool which may indicate the likelihood of eligibility for certain 

services. 

 Provides unbiased, interactive, person-centered counseling about available options, as 

well as other factors to consider in making long-term care decisions. 

 May administer a long-term care functional assessment instrument for waiver services. 

 Identifies and updates resources. 

 Helps build, maintain, and grow relationships with area partners in order to improve upon 

resource database and referral choices. 

 Performs related or similar duties as required or assigned. 

Minimum Qualifications: 

 Undergraduate degree in human or health care services, or similar AND at least three 

post-degree years of experience working with at least one of the target population groups.  

-OR- 

 Two year associate’s degree in human or health care services, or similar AND at least six 

post-degree years of experience working with at least one of the target population groups. 

-AND-  

 Community-based care experience 

 Valid Mississippi Driver’s License and access to an insured and reliable vehicle for work 

related travel. 

 

Necessary Characteristics: 

 Professionalism  

 Passion for serving others 

 Interpersonal skills 

 Resourcefulness 

 Self-motivation 
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*These minimum qualifications have been agreed upon by Subject Matter Experts (SMEs) in this 

job class and are based upon a job analysis and the essential functions.  Any request to substitute 

related education or experience for minimum qualifications must be addressed to MDHS, DAAS 

in writing, identifying the related education and experience which demonstrates the candidate’s 

ability to perform all essential functions of the position. 
 


